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ABSTRACT

Mobile number portability is now a crucial issue for mobile services providers. Today, the most
challenging job for the present day is that to retain existing mobile customers. The mobile
operator's ability to maintain its customer has a direct impact on its profitability and
effectiveness. Losing a customer will affect the mobile operators in terms of cost. Assuming that
services quality, prices, promotions and social are the factors that influence consumer behavior
towards the telecommunication operators in DiGi. Regards to the research, it will identify the
most relevant factor that affecting consumer behavior. Then the most relevant factor will be
determined as essential factor that can create customer base towards the telecommunication

operators in DiGi at Shah Alam.

In order to collect the data, it is assuming by distributing 100 questionnaires to every individual
that using DiGi as their telecommunication operator services in Shah Alam. Furthermore, the
study is conducting to enhance knowledge about the factors that influence the consumer

behavior. A descriptive study will be done in Shah Alam.

Keywords: Consumer behavior, Telecommunication operators, Service Quality, Price,

Promotions and Social Factor.

ix| Page



	FACTORS THAT INFLUENCE CONSUMER BEHAVIOR TOWARDS TELECOMMUNICATION OPERATORS:A CASE STUDY AT DiGi SHAH ALAM
	DECLARATION OF ORIGINAL WORK
	LETTER OF TRANSMITTAL
	ACKNOWLEDGEDMENT
	TABLE OF CONTENTS
	LIST OF FIGURES
	LIST OF TABLES
	ABSTRACT
	Chapter 1
	1.1 Background of Study
	1.2 Problem Statement
	1.3 Research Questions
	1.4 Research Objectives
	1.5 Contribution of Research
	1.6 Limitation of the study:
	1.7 Definition of Terms
	1.8 Conclusion

	Chapter 2 Literature Review
	2.1 Introduction
	2.2 Consumer Behavior
	2.3 Services Quality
	2.4 Pricing
	2.5 Promotions
	2.6 Social Factor
	2.7 The Theoretical Framework and Hypothesis
	2.8 Research Hypotheses
	2.9 Conclusion

	Chapter 3 Research Methodology
	3.1 Introduction
	3.2 Research Design
	3.3 Population
	3.4 Sampling Design
	3.5 Data Collection
	3.6 Data Analysis
	3.7 Conclusion

	Chapter 4 Data Analysis
	4.1 Introduction
	4.2 Descriptive Analysis
	4.3 Reliability Analysis
	4.4 Correlation Analysis
	4.6 Conclusion

	Chapter 5 Conclusion and Recommendations
	5.1 Introduction
	5.2 Conclusion
	5.3 Recommendation

	References
	APPENDICES



